SWITCHBOARD 


Pee = ote. 
BEeeees 


MANUAL 


J souoousEssES 


aoe 


7] eEeESoEEeESEe0Ees | < 






4 

a 

S 
| mu 

.* : Published By 
ie - Wilson’s Modern Busineaws| College 

; Seattle, Washington Z00e-Fifth Avenue 
bh 
Fie | Copyright 1938 

3 Student’s Name cri 
ee eS 








SWITCHBOARD 
MANUAL 


P. Bs. Xe 
(PRIVATE BRANCH EXCHANGE) 
SERVICE 


WILSON'SMODERNBUSINESSCOLL EGE 
Pe005FIFTHAVENTUE 


SEATTLE,WASHINGTON 





— 


SUGGESTIONS FOR HANDLING BUSINESS TELEPHONE CALLS 
TAKEN 
from 
"CORRECT ENGLISH" 
by 
RUBY RILEY 


(1) Answer all telephone calls promptly and courteously. 
Nothing is more irritating to the other fellow than having 

to wait for you to answer. Listen attentively. Don't make 
your listener repeat because of inattention on your part. 

Do not interrupt, argue, or be impatient. Show your interest 
by your pleasant tone of voice and by what you say. Remem- 
ber, when you're talking to a customer, his impression of 
your firm--and of you--is what you make it. 


(2) Be tactful in learning the identity of a caller. It is 
too peremptory to say, "Who's calling?" or "Who is this?" but 
instead say, “Who is calling, please?" or "May I ask who is 
calling?" or "May I take a message, please?" (if the person 
called is absent). 


(3) When answering or making a call, use an identifying 
name--the firm name (or department) and your own name. For 
example, "This is the Bartlett Company, Mr. Hall speaking" 
(upward voice inflection conveys your desire to be of service). 


(4) Speak distinctly and only as loud as in ordinary conver- 
sation. Don't mumble, whisper, or shout. Speak directly into 
the transmitter. Don't try to talk with a cigar, pipe, chew- 
ing gum, or pencil in your mouth. 


(5) Don't transfer a call to someone else if you can take 
care of it. The other fellow won't want to go over the same 
ground twice--once with the person who first answered, and 
again with someone to whom the call is transfered. 


(6) Keep a pad and pencil close at hand so that you won't 
have to hunt for them after the conversation starts. Modern 
business efficiency demands that you be prepared. It makes 
a bad impression to say, itwait a minute. I want to get some 
paper and make a note of that." 


(7) If you use price lists or records often, have them near 

the telephone. Avoid having to ask the caller to hold the line 
while you “look it up." But if you do have to leave the tele- 
phone to get the information, ask the customer whether he wishes 
to wait or to have you call him back--and call back as soon as 
possible. Don't ever leave a person waiting indefinitely on 

the line. 


(continued) 


(8) When you have finished talking, say "Goodbye" pleasantly 
and replace the receiver gently. Don't slam the receiver, 
giving the customer a "crack in the ear." That will make any- 
thing but a good impression! Do not hang up until you are 
sure the conversation is finished. 


(9) When making a call, it is common courtesy and good busi- 
ness to remain at the telephone until connected. After all, 
the person you are calling doesn't want to waste his time, 
holding the line, until you are ready to talk. Consider the 
other fellow's time! 


(10) Be sure someone will answer your telephone, when you are 
away from your desk or office. Leave word when you will be 
back, or where you can be reached; otherwise, valuable time-~- 
customers! time--will be wasted or an important message missed. 
Indefinite information as to the whereabouts of an executive 
may create a bad impression of the business efficiency of 

your firm. 
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PART I 


1-1 You should strive for accuracy and promptness in 
your service to customers. Inaccuracies are due usually 
‘to carelessness or to misunderstandings arising from too 
great haste to complete calls. Promptness does not mean 
flurried haste, but easy execution of operation without 
wasted motion or loss of time. , 


1-2 Give your customers prompt, cheerful service, re- 
maining calm and poised under all circumstances. An@ per- 
sonal displeasure or irritation you may feel must never show 
in your voice or attitude. 


1-3 Supervising calls consists essentially of using every 
effort to connect the calling party with the called party; 
in seeing that uninterrupted connection is maintained dur- 
ing conversation; and in clearing the lines promptly when 
conversation ig finished. It is a combination of watchful- 
ness and courtesy. 


1-4 As a switchboard operator, you should be courteous 
and accommodating, but at the same time as brief as possi- 
ble in your contacts with callers. 


1-5 When calls are put through and connections estab- 
lished without any difficulty there is little that you 
will be required to say. There will be many occasions, 
however, when the called party cannot be reached, or can 
be reached only by special handling of the call. To pre- 
vent confusion or misunderstanding in these special cases, 
you should be polite, avoid argument, and accommodate the 
caller in every way possible, using the prescribed phrases 
where there are anye 


1-6 Attention to the following features will help you 
to develop an attractive telephone personality and the 
ability to give accurate and courteous servicée 


1-7 The transmitter should be about one-half inch from 
the mouth; at which distance, words spoken in a normal 
tone of voice are most effectively transmitted. 


1-8 Speak directly into the transmitter, clearly and 
distinctly, giving proper form to all the sounds which 
make up every word or number. Avoid giving any impression 
of being hurried or impatient. 


1-9 Use a rising inflection on all phrases; as, "Ex- 
tension 6?" "One moment, please?" “Are you waiting?” 


1-10 When several signals await attention at your switch- 
board, it is more important to give immediate attention to 
some signals than to others, Signals of a given type, such 
as trunk or extension line signals, should be answered in 
the order of their appearance. The following preference 
applies between signals of the four different types: 


1-11 A recall signal should be answered in preference to 
answering a signal on a new call. 


1-12 It is a generally appreciated courtesy to give the. 
promptest answer possible to people who are trying to reach 
your organization from outside. 


1-13 Next in order of importance are answers to extension 
line signals. 


1-14 Completed calls on which a disconnect signal has 
appeared should be disposed of promptly, but this should 

not be allowed to interfere with the answering of recall 
signals or of new calls. So far as possible, disconnections 
should be handled as an overlap operation; i.ce., while 

doing other work, such as ringing. 
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PART II 
OPERATION OF THE CORD TYPE SWITCHBOARD 
DESCRIPTION OF THE BOARD 


2.1 Station jacks are located where the lines associated with 
the private branch exchange local stations are terminated. 


2-2 Station lamps are the lamp signals located directly 
below the station jacks. 


9-3 Trunk jacks are located where the lines associated with 
the telephone company's central office are terminated. 


2-4 Trunk lamps are the lamp signals located directly 
below the trunk jacks. 


2-5 The cords, shells, and plugs are used for making con- 
nections. These must be used in pairs in order to complete 
connections. The rear cords are known as station cords 

and the front ones, as trunk cords. 


2+6 Supervisory lamps are the lights on the horizontal 
surface of the board. These enable the operator to know 
what has happened on each connection. 


2-7 The keys are used by the operator for ringing, speak- 
ing, and making outside dial connections. 


2-8 The generator key governs the ringing system of the 
switchboard. 


2-9 The battery key controls the entire lighting system 
on the switchboard. 


2-10 The buzzer key controls the operation of the buzzer 
associated with the supervisory signals end trunk and ex-= 
tension line signals. 


2-11 The switchboard may be equipped with a hand set, head 
phones, or chest phones. The transmitter is separate from 
the ear phones on the head and chest .sctSe 


2-12 The hand generator is for use in generating ringing 
current if the central office ringing power should fail. 


2-13 The switchboard may be supplied with current directly 
from the central office battery. But due to technical 
modifications it is more economical for the telephone com- 
pany to place a storage battery on the customers premises. 


eos 


2-14 The storage battery is maintained by a constant charge 
from the central office known as a trickle charge. 


2-15 The trickle charge produces enough current to operate 
the switchboard. : 


2-16 If the red indicator at the side of the board is below 
the white line, the attendant should call the repair man be 
cause that indicates that the battery needs charging. 


2-17 In case the white indicator is below the white line at 
the beginning of the working day, the operator should also cal 
the repair man because this indicates that the battery was not 
being charged during the night due to a blown fuse in the 
charge circuit. 


GENERAL PROCEDURE 


2-18 Remember that cords, lamps, and keys work "in line." 
When a local extension user takes up his telephone or when 
the central telephone office rings the house number, a light 
will go on under the jack you are to answer. Do not plug 
out a call until you are ready to answer it, as doing so 
stops the ringing, and the caller, hearing no response after 
the ringing has stopped, might think that something was 
wrong on the call and would probably hang up and call again. 


2-19 To answer a trunk, plug in with a cord in the front 
row (nearer you). 


2-20 To answer an extension, plug in with a cord in the 
back rowe . 


2-21 To establish connection to an extension, plug into 
the jack of the called line with the other cord of the pair 
used to answer; then ring. Any pair of cords can be used 
to make a connection, but the front cord of one pajr can- 
not be used to answer a call and the back cord of another 
pair used to complete the connection. In other words, they 
must work in pairs. 


2.22 Each key has a forward and a backward movement. The 
forward movement of both the front and rear keys is used 

for ringing, and after the key is pulled toward .the operator, 
it springs back to an upright position. When pushed back- 
ward, the keys remain locked in that position until restored 
to an upright position. 
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2-23 The backward movement (away from you) of the front key 
is designated as the listening position, as it connects the 
operator's transmitter and receiver to the line for the pur- 
pose of answering calls. The key should not be kept in the 
listening position any longer than required to make a con- 
nection, for, if left in this position while another listen- 
ing key is operated, the two keys will connect the two 

pairs of cords together, and the four parties will be con- 
nectod.s 


2-24 The backward movement of the back key is used only to 
connect a local extension with the central telephone system 
so that the user may make an outside call. This key is 
called the through dial tone key and shuts the extension user 
off entirely from the board. Otherwise the extension user 

in dialing, uses the battery on his telephone and the. battery 
on the switchboard at the same time. 


2-25 To rine on a front cord, pull forward (toward you) the 
front key in line with the cord pair used. 


2-26 To ring on a back cord, pull forward the back key in lin 
with the cord pair used. 


2.27 To establish a connection to the central office, if the 
extension user is to dial (1) restore the front key, (2) push 
backward the back key of the cord pair used, (3) then plug 
the front cord of the pair into a trunk line. If you are to 
dial, have the front key pushed backward, plug a front cord 
into a trunk, and, when you hear the dial tone, dial the de- 
sired number. 


2-28 When transferring a central office connection from one 
extension to another, have the associated front key pushed 
backward to avoid losing the connection with the outside 
callere 


2-29 When e conversation between two local extensions is 
concluded and the parties have hung up, both supervisory lamps 
will light. Take down the associated cords. 


2-30 If only one supervisory lamp lights, operate the listen- 
ing key end challenge with "Are you waiting?" Proceed as in- 
structed. If there is no response, take down the associated 
cords. 


2-31 ‘In order to call the switchboard operator after con- 
cluding a conversation with e central office connection, a 
local extension user must hang up his telephone. He can 

call the operator by restoring the receiver for a few moments, 
or by slowly depressing the receiver holder a few times. 

This makes the supervisory lamp flash and attracts the 


attention of the operator. 


2-32 When the switchboard is unattended (after office hours, 
etc.) turn the key marked "BATT" to "OFF" positfion. If cen- 
tral office connections are left up for through service, 

push backward the associated back keys. Leave the front keys 
in an upright position. 


2-33 To turn the buzzer on or off, turn the key marked "BUZZ" 
to "on" or "OFF" position. 


IMPORTANT POINTS TO REMEMPER 


2-34 Tone of voice, smooth, speedy operation, and person- 
alizing your service--all are necessary qualifications for 
a successful operator. 


2-35 To talk and listen, the onerator must push the front 
key backward, (away from himself). 


2-36 To ring, the key must be pulled toward the operator. 


2-37 Rule for ringing: Ring on the proper circuit corres- 
ponding with the light that is burning; if the front light 

is burning, ring the front key; if the rear light is burning, 
ring the rear key. There is no exception to this rule. 


2-58 Rules for challenging: Challenge when only one light 
is burning at the anvarent end of a conversation. Do not 
challenge when one light only is burning, but the rear key 
is back. When both lights are burning Tit the end of a 
local to local call). 


2-59 Acknowledgments are necessary in reply to all remarks. 
Use the conventional phrases when there are appropriate ones, 
but be sure to say something. 


2-40 When answering a call, pick up the remaining cord of 
the pair after you have plugged in, in order to have it ready 
to plug into the jack of the telephone the caller wishes to 
reach. This saves much time. 


2-41 When giving dial tone, be sure to throw the rear key 
back before plugging into the outgoing trunk jack and letting 
him hear dial tone. 


e-42 The rear cord, rear supervisory light, and rear key on 
each circuit are associated with each other and are inter- 
dependent. The front cord, front light, and front key are 
also associated. 


om 


9.43 On calls which are delayed due to a pusy, slow answer, 

or while you are Looking up information or attempting to 

locate the desired party, it is important to give progress 
reports to the calling person at intervals of 30 to 40 

seconds. The calling person cannot hear you ring on an extension 
line, and progress reports are required not only as an act 

of courtesy but also to encourage him to wait long enough 

to provide ample opportunity for the called extension user 

to answer. Any call that has not been supervised after 40 
seconds is considered poor service. 


2-44 Disconnect as soon after a disconnect signal is received 
as is possible without interfering with other operating work, 
within ten seconds if possible. A prompt disconnect is es- 
pecially important to avoid the possibility of a new incoming 
call being connected to the trunk, thus ringing the extension. 


2-45 Always use the rising inflection when answering or supere 
vising a call. 
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FORMS FOR RECORDING UNCOMPLETED CALLS 


2-46 Notices of uncompleted calls are given to the called 
persons in notes of this type: 





Date | Time 
| Called person: 

MesSsageececceccece 
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Operator's initials 


2047 A record of cach uncompleted call is kept in a note-~ 
book, under these headings: 


Called | Date Time 


person | 






Calling 
Person 


| 


: 
| 
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PART IIf 
OPERATING PRACTICE 
INCOMING CALLS 
Direct Connection 


o-1 The trunk lamp will go on under the jack you are to 
answer. Plug in with a front cord, operate the associated 
speaking key by pushing it away from you, and announce the 
firm's name or number. Repeat the order; as, "Extension 
6?" Plug into the desired extension with the rear cord of 
the pair, ring the associated rear key by pulling it toward 
you, and watch the supervisory lights. While poth lights 
are dark, the people are talking to each other. When the 
rear light goes on, operate the speaking key and ask, "Are 
you waiting?" If there is no reply, disconnect by taking 
down the cords and closing the speaking key. If there is 
a reply, proceed as directed. 


"Do not answer" Call 


3-2 Answer the incoming call as in paragraph 1. Ring the 
extension every ten seconds until you have rung three times, 
then report, “I am ringing extension 5;" after three more 
rings at ten second intervals, report, "T am still ringing 
extension 5." Ring three more times and report, "Extension 
5 does not answer. Do you wish tq leave a message?" As you 
are writing the message, repeat all numbers occurring in it 
as well as all the names. This serves as a means of ac- 
knowledging the caller's remarks and also of verifying the 
message. Use the forms on the preceding page to record 
these uncompleted calls. 


Locating a Person 


5-3 Answer the incoming call as usual. If the caller 

wants a person who does not have a private telephone, repeat 
the name and say, “Just a moment, please." Close the speak- 
ing key so that he will not hear you trying to locate the 
person. Then call the extension where you are most likely 
to find the person, by plugging in with a rear cord and ring- 
ing a rear key, simultaniously opening the associated 
speaking key. When you have located the desired person, 

say, "Just a moment, please," and take down that cord. Take 
up the other cord of the pair upon which the caller is wait- 
ing, and plug it into the jack of the telephone upon which 
the called person is waiting. Open the speaking key and say, 
"Ready with Miss Smith." If you are unable to locate the 
called person on the first extension you try, call several, 
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reporting back to the caller every 30 or 40 seconds with, 
"T am trying to locate Mr. Jones." Wait for the caller's’ 
reply. 


Busy Reports 


3-4 When an outside caller asks for a line that is in use, 
report, “Extension 7 is busy. Will you wait?" If the caller 
wishes to wait, place the other cord of the pair used down at 
the base of the cord that leads into the jack of the desired 
extension, to remind you of what the caller is waiting fore 
Report to him every 50 or 40 seconds with, "Extension 7 is 
still busy." Wait for a response. When the desired person 
finishes his conversation, disconnect. Say to the caller, 
"You may have extension 7 now; thank you for waiting." Con- 
nect, ring, and proceed as on any incoming call. 


Transferring Calls 


3-5 In order to avoid losing the central office connection, 
the speaking key associated with the outside caller must be 
left open while making the shift from one extension to another, 
and up to the time you hear conversation established. 


Flash Recall Type 


3-6 When you see a supervisory light flashing on a connection 
that has been established, open the speaking key and say, 
"Office?" If the person says that he wants the call trans~- 
ferred to some other extension, repcat the order; and, leaving 
the associated speaking key open, move the rear cord from the 
extension then in use to the desired extension. Leaving the 
key open, ring; when you hear conversation established, close 
the speaking key. 


Type in Which the Call is Answered on a Different Extension 


3-7 A call comes in from outside; you answer, establish the 
connection, and ring; there is no answer. Some one on another 
extension calls you and you answer on @ separate circuit with 
a rear cord. When he asks you to transfer the call that is 
ringing on the first-mentioned extension to his telephone, 
acknowledge and take down that cord. Then open the speaking 
key in line with the outside caller, shift the rear cord to 
the extension who is waiting for the call, and say, "Go ahead, 
please." Do not ring. 
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EXTENSION TO EXTENSION CALLS 
_ DIRECT CONNECTION 
Both Persons Hang up at the End of Conversation 


3-8 The station lamp goes on under the jack you are to answer, 
Plug in with a rear cord, open the speaking key, and announce 
"office?" Repeat the order, plug into the jack of the desired 
extension, and ring the front key. (Always watch the super- 
visory lights, and ring tuo correspond with the light that is 
burning. (See Ruie for Ringing, 2-52), When you see two lights 
come on at the end of conversation, disconnect without challeng- 
inge 


One Person Only Hangs Up 


3-9 If one light only goes on at the end of conversation, 
obviously one person is still on the line. Open the speak- 
ing key and say, "Office?" Move the idle cord to the new 
connection as directed. (You always move the cord associated 
with the. light that is burning.) 


Call is Answered on a Different Extension 


3-10 One extension asks for another; you connect and ring; 
there is no answer. Still another extension asks to have the 
call transferred from the extension that does not answer to 
his telephone. Make the transfer and say, "Go ahead, please." 
Called Person Takes up His Telephone as the Operator Prepares 
to Ring Him. : 


3-11 A caller asks for a certain extension and just as you 
prepare to ring him the light under the jack of his line goes 
on, indicating that he wishes to speak to youe To the caller 
say, "Just a moment, please," and close the speaking key. Then 
plug into the second jack with a separate cord and say, "I 

have a call for yous Will you take it first, please?" If he 
accepts the call, get the two of them together on the same 

pair of cords and say, "Go ahead, please." If he will not 
accept it, proceed as directed; then report to the caller that 
the extension he wants is busy. 


Busy Reports 


$12 If an extension user asks for a line that is in use, re- 
port to him that it is busy. Do not ask him to wait and do not 
volunteer to call him when the line is free, If he asks you 

to do soy assent, and make a note of the fact that you are to 
call him. 


OUTGOING CALLS 
Dial Tone for an Extension 


3-13 When an extension says that he wants an outgoing trunk 
line, repeat the order; then follow through these three steps 
in the order given: 


(1) Close the speaking key. 
(2) Open the through dial tone key. 
(3) Plug into the outgoing trunk line 


3-14 At the end of the conversation, disconnect without chal- 
lenging. (See Rules for Challenging, 2-33.) 


Dial Tone for the Operator 


3-15 If you wish to dial, plug a front cord into an outgoing 
trunk jack and open the associated speaking key. 


PERSONAL SERVICE 
Dialing a Number for an Extension User 


3-16 If an extension user asks you to dial a number for hin, 
repeat the number; and, leaving the speaking key open, plug 

the front cord of the pair used into an outgoing trunk. Dial 
the number and, as soon as the dial has returned to position 
after the dialing of the last digit, close the key. Do not 
wait for the called number to answer. Since the keys are in an 
upright position, it will be necessary for you to come in at 
the end of the conversation to challenge. If you hear dial 
tone, you need not say anything, as the dial tone itself is 
proof that there is no one on the outside line. 


Getting a Certain Person on the Line for an Extension User 


3-17 Make a note of who is calling, his extentiong number, 
whom he is calling, and that person's number. When he hangs 
up, disconnect. Get dial tone for yourself and dial the num- 
ber; ask for the called individual; when he answers, say, "Mr. 
A. is calling. Hold the line, please." Leaving the speaking 
key open, use the other cord of the pair to call back the per- 
son who placed the call. When he answers, say, "Ready with 
Mr. Be Go ahead, please." 
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Continuous Automatic Dial Tone for an Extension User 


3-18 When an extension user has a number of outgoing calls to 
make in quick succession, he finds it inconvenient to ask for 
dial tone each time before being able to dial. Often he will 
ask the operator to give him a permanent outside connection. 
You must remember not to take down the connection, even though 
he may hang up for a short time. If he wishes to get in touch 
with you, he will give you a flash recall signal. Open the 
speaking key, shut the rear key in order to restore that cir- 
cuit to the switchboard; then, if you hear dial tone, remove 
the plug from the outgoing line, because, left in, it makes so 
much noise that you cannot heare 


Night Connections 


3-19 Careful consideration should be given at each P. Be Xe 

to the selection of trunks and extensions for use when setting 
up connections for night or unattended service, as the varying 
conditions at different switchboards prevent the use of any one 
plan in all cases. In any plan that is used, however, it is 
advisable to connect the listed trunk number to an extension 
that will be answered at night and by some person in a position 
to give out general information regarding the firme At switch- 
poards served by a dial central office, only extensions equipped 
with dials should be connected for night service; otherwise 
outgoing calls cannot be made e 


3420 In order that night connections may always be made in 

a uniform manner, a list should be maintained showing the ex- 
tension numbers and corresponding trunk numbers to which con-- 
nections are made for night service. 


3=e21 To establish connections for night or unattended service, 
connect the desired extensions to the proper trunk lines and 
push the associated rear keys back in order to establish central 
office connections. Turn the battery and buzzer keys to "OFF" 
position, and the generator key to “H" position. 


3-22 To restore the switchboard for day service, turn on the 
battery key and observe the supervisory signals. Disconnect 
only where lights are burning. The remaining trunk and exten- 
sion connections should be restored to normal. 
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PART IV 
OPERATION OF THE CORDLESS TYPE SWITCHBOARD 
DESCRIPTION OF THE BOARD 


4-1 Extension line signals are white visuals associated 
with the extension lines. 


4-2 Trunk signals are the drop signals associated with 
the central office trunk lines. 


4-3 Trunk keys are vertical rows of three switching keys 
located directly below each trunk drop signal for connecting 
the trunk to any one of the five connecting paths (see Para- 
graph 6, following). The lowest key associated with each 
trunk is a trunk holding key when operated in the downward - 
position, and may be used for holding a trunk connection pend= 
ing completion to an extension. 


4-4 Extension keys are a vertical row of three switching © 

keys located directly below each extension line signal for 

connecting the extension to any one of the five connecting 

paths. The lowest key associated with each extension, when 
operated in the downward position, will ring the associated 
extension. 


4-5 Attendant's keys are a vertical row of three switching 
keys located at the right side of the switchboard for con- 
necting your telephone set to any one of the five connecting 
paths. The lowest key also serves as a night service key 
when operated to the downward position. 


4-6 Connecting paths are telephone circuits provided for 
establishing connections between extensions, and between ex~ 
tensions and trunk lines, by means of the extension and trunk 
keys. 


4-7 Supervisory signals are the white visuals associated with 
the connecting paths. The supervisory signal associated with a 
particular connecting path is displayed when the extension user 
hangs up the receiver on an existing central office connection, 
or when both extension users hang up on a connection between 
two extensions. 


4-8 The attendant's telephone set is controlled by the atten~ 
‘dantts speaking key. 


4-9 The hand generator, located on the right side of the board, 
is for use in generating ringing current if the central office 
ringing power should fail. 
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4-10 The generator key is for use in connection with the hand 
generator if the central office ringing power should fail. 


4-11 The buzzer key controls the operation of the buzzer asso- 
ciated with the suvervisory, and trunk and extension line sig- 
nals. 


GENERAL PROCEDURE 
How a Connection is Made 


4-12 The connecting keys in the vertical row below the num- 
ber of each trunk and each extension are associated with that 
trunk or extension. When two connecting keys in the same 
horizontal row are operated in the same direction (up or down) 
the associated trunks or extensions are connected. Two con- 
nections are possible in a horizontal row--one up and one 
down. 


4-13 The upward connection on the top row is known as the A 
talking path; the downward connection on the top row is the 

B path. The upward connection on the second row is the C path; 
the downward connection on that row is the D path. The upward 
connection on the bottom row is the E path. 


To Answer a Call 


4-14 Operate upward a key in the top horizontal row directly 
below the signal to be answered if no other key in the top 

row points upward. Operate downward if some other key points 
upward. Select a key in the second horizontal if the keys in 
the top horizontal row already point both upward and downward. 
Operate the white key at the right in the same horizontal row 
as the key used in answering and speaking. If the call is from 
outside (trunk call) restore the trunk drop signal. 


To Connect Inside 


4-15 Select a red key below the called extension number in 
the same horizontal row as that used in answering. If either 
red key of the called extension points upward or downward, the 
extension is busy. If not busy, operate the red key in the 
same direction as the keys used in answering. Ring by operat- 
ing downward the black key below the called extension number. 
When the called person answers restore the white key at the 


right. 
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To Connect Outside 


4-16 If the attendant is to dial, restore the red key. Look 
under the trunk signals, Select a vertical row with no white 
key pointing upward or downward. Locate a white key which is 

in the same horizontal row as the keys used in answering. Oper- 
ate this key in the same direction. When you hear dial tone, 
dial the number desired and re-operate the red key, Then re~ 
store the white key at right. 


4-17 If the extension user is to dial, leave the red key oper- 
ated. Restore the white key at the right, Select and operate 
a trunk connecting key as above. 


4-18 When the switchboard is unattended (after office hours, 
etc.,)--the red key (night service key) in the bottom row must 
be operated downward. Leave keys operated on the proper con- 
nections for through service outside. 


If Ringing Current Fails 
4-19- Turn the key at right marked “Ringing" so the arrow will 


point to "Hand." Turn the crank while operating, downward, the 
black key below the called extension number. 
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PART V 
OPERATING PRACTICE 
INCOMING CALLS 
Direct Connection 


5-1 The trunk signal of the trunk line you are to answer 
will drop. Remove your receiver from the switch-hook. If 
the "A" talking path is idle, push the trunk key uoward, 
operate the attendant's key on the same path (upward), and 
announce the firm's number or name, at the same time ré- 
storing the trunk signal. Repeat the order and operate the 
desired extension's key on the same path (upward); ring 

by. operating the key of the bottom row, in the same verti- 
cal row as the extension key, downward. Leave the atten- 
dant's key open until you hear a reply; then close it. The 
attendant's key should be restored before hanging up the 
receiver in order to avoid causing any noise on the connec- 
tion when the receiver is hung up. When the white super- 
visory signal associated with the talking path shows at the 
left, operate the attendant's key and challenge; if there 
is no reply, disconnect. 


“Do not Answer Call 


S-£ Answer the incoming call as in Paragraph 1. Follow the 
same procedure in ringing and reporting on the progress of 
the call as that you use on this type of call on the cord 
board, If it is necessary for you to leave this call before 
completing it, operate the bottom key associated with the 
trunk involved to the holding (downward) position, leave the 
trunk key operated and restore the attendant's key. The 
supervisory signal will operate when the attendant's key is 
restored and will remain operated untii the caller exten- 
Sion answers. Give progress reports at 30 to 40 second in- 
tervals, being careful to operate the attsndant's key in 

the proper connecting path in order thet tne report will be 
given to the person for whom it is intended. When the 
called extension has answered, restore the trunk holding key. 


Locating a Person 


o-5 Answer the incoming call as usual. If the caller wants 
a person who does not have a private teienhone, repeat the 
name and say, "Just a moment, please.” Operate the holding 
key before closing the attendant's key. Select an idle talk- 
ing path, ring the desired local, and when you get the party 
on the line ask him to wait. Put the two of them on the 

same talking path and say, "Go ahead, please." Restore the 
holding key to normal. 
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Busy Reports 


5-4 When an outside caller asks for a line that is in use, 
ask him to wait, and operate the holding key associated with 
the trunk. If the extension remains busy, give progress re- 
ports every 30 or 40 seconds, As soon as the desired exten- 
sion is free, tell the. cailer that he may have the person 
for whom he is waiting. Connect them and ring the extension 
as in Unic 1. The holding key may be restored to normal 

any time while the attendant's key is being operated. 


TRANSFERRING CALLS 
Flash Recall Type 


5-5 When the extension flashes the operator, the super- 
visory signal at the left of the switchboard face will alter- 
nately anvear and disappear. Operate the attendant's key on 
the prope? rath and answer with, "Office?" When you receive 
the extension!'s request to transfer the call, be sure to 
leave the attendant's key operated and your receiver off the 
hook. Operate the extension key of the desired extension (if 
it is not busy) in the same path, and ring. Wait for the 
reply. 


Type in Which the Call is Answered on a Different Extension 


5-6 If you answer an extension line signal and receive a re~ 
quest to transfer a trunk connection from a specified exten- 
sion to the calling personts telephone, proceed as follows: 
Acknowledge the request and restore the keys used in answering. 
Operate the attendant's key on the trunk connection to be 
transferred. Restore the extension key on this connection, 
and connect to the extension requesting the transfer, by oper- 
ating the proper extension key in the same connection path. 
Start conversation by saying, "Go ahead, please." 


EXTENSION TO EXTENSION CALLS 
Direct Connection 


5-7 When an extension line signal appears, operate the ex- 
tension and attendant's keys on the same path, and answer with, 
"Office?" Repeat the order and operate the key of the desired 
extension on the same path; ring, and wait for the called per- 
sonts answer, if possible. If other calls demand your atten- 
tion before the completion of this one, be sure to go back to 
it, listen for a possible completed connection, make progress 
reports, ring, and so on. Where two extensions are connected, 
the supervisory signal will appear only when both the calling 
and called persons hang uv, so it is unnecessary for you to 
challenge on the disconnect signal under these conditions. 
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Called person takes up his telephone as the operator prepares 
to fing him, 


5-8 Answer the calling person as in Paragraph 7. Answer 

the second caller on a different path, and ask him if he will 
accept the call waiting. Put the two extensions on the same 
path and say, "Go ahead, please." 


Busy Reports 


5-9 If an extension user asks for a line that is in use, re- 
port to him that it is busy, but do not ask him to wait. 


OUTGOING CALLS 
Dial Tone for an Extension User 


5-10 When an extension user requests an outside line, oper- 
ate the key of an outgoing trunk on the same path and close 
the attendant's key. 


Dial Tone for the Operator 


5-11 Operate the attendant's key and an outgoing trunk key 
on the same path. 


Dialing a Number for an Extension User 


o-1l2 If an extension user requests you to dial a number for 
him, leave the attendant's key open but restore the extension 
key. Operate an outgoing trunk key on the same path, dial 

the number; and, as soon as the dial has returned to position, 
re-operate the extension key, restore the attendant's key, 

and hang up your receiver. The extension key must be operated 
and the receiver off the hook at the calling extension before 
the attendant's key is restored, as otherwise the central office 
connection will be released, 


Getting a Certain Person on the Line for an Extension User 
o-13 Handle this call as you would on the cord board, dialing 
the number yourself, asking the called person to wait while 
you ring the person who originally placed the call. 

Continuous Automatic Dial Tone 

o-14 Put up an outgoing connection and do not take it down 


until requested to do so. 
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Night Connections 


5-15 To establish connections for night or unattended ser- 
vice, operate the buzzer key to the "OFF" position. Oper- 
ate the desired extension key in an idle connecting path 
and in the same connecting path operate a trunk key of the 
trunk to be used for the connection. After making all the 
night connections, operate the bottom attendant's key down- 
ward to the night service position. 


5-16 To restore the switchboard for day service, restore 

the bottom attendant's key to normal, and observe the super- 
aang ase Se Connections on which conversations are tak- 
~ place are indicated by the associated supervisory signals 
not being operated, and should not be disturbed. The remain- 
ing trunk and extension keys should be restored to normal. 





PART VI 
INTER=CITY CALLS 


6-1 There are three major classes of inter-city calls; 
station-to-station, person-to-person, and number service. 


Station-to-Station Calls 


6-2 A station-to-station call is one on which the calling 
customer does not specify that he wishes to reach a particu- 
lar person or private branch exchange extension at the 

called point. Such a call is handled at minimum rates and 
results in maximum speed of connection. A station-to-sta- 
tion call is considered established when anyone at the calléd 
place answers. 


How to Place a Station-to-station Call 


6-3 Dial “Long Distance"--211, Announce, "Everett, Main 
3000." Pause for the operator's response, then say, "This 
is El. 2577." Stay on the line until some one answers at 
the called number, when charges begin. 


6-4 Station-to-Station rates to a given point vary accord- 
ing to the time when the call is placed. The twenty-four 
hours of the day are divided into rate periods, such as day, 
evening, and night. During the evening period the station- 
to-station rates are appreciably lower than those applicable 
in the daytime. Also, station-to-station rates are further 
reduced during the night rate period. Reduced evening and 
night rates do not apply, however, on connections over 
routes where the initiel day station-to-station rate is 25 
cents or less, further information pertaining to rates to 
various points may be obtained by consulting the introductory 
pages of your telephone directory, or by calling the Long - 
Distance operator. 


6-5 The effective times for the different rate periods 
applying on a call to a particular point likewise may be ob- 
-tained by calling the Long Distance operator. 


6-6 The economy and speed of station-to-station service. 
have made it popular. You may find that a larger use of 
this class of service would be to the advantase of your 
concern. 


Person-to-Person Calls 


6-7 A person-to-person call is one on which the calling cus- 
tomer specifies that he wishes to reach a particular person 
or P.B.X. extension. 
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How to Place a Person-to-person Call 


6-8 Dial "Long Distance." Announce, "Mr. Brown calling 
Everett, Main 3000. Mr. Jones or Mr. White." Pause for 
operator's response, then say, "El. 2577 and charges, please." 
Stay on the line. Charges begin when both parties are on 

the line. Charges to be reported on your long distance call 
as soon as you have completed your conversation and hung up. 


6-9 Person-to-person rates are somewhat higher than the 
corresponding station-to-station rates and a small report 
charge is made if the called telephone answers but the call 
is not completed because the specified person is not reached. 
There are no reduced evening or night rates on person-to-per- 
son calls. 


6-10 The use of person-to-person service may be more satis- 
factory to the calling party in those cases, for example, 
where conversation is desired only with the party called and 
there is some doubt as to whether he will be readily avail- 
able. On a person-to-person call repeated efforts will be 
made to reach the person desired. If, however, an answer 
from the called station is received but the call is subse- 
quently canceled by reason of failure to reach the desired 
person, the calling party will be assessed a report charge, 
but not a message charge. 


6-11 You should be quick to recognize the occasions on 
which person-to-person service is preferable, and, as oppor- 
tunity arises, to suggest the advantages to your extension 
users. 


Number Service Calls 


6-12 Number service is used for reaching certain nearby oute- 
of-town stations within a radius of 30 miles which you will 
find listed on page 2 in the telephone directory. 


How to Place a Numbor Service Call 


6-13 If using a dial telephone, dial the last digit, Oper- 
ator, and give your order to the operator who answers. If 
using a manual telephone, give your order to yovr local oper- 
ator. Do'not place this type of call with the Long Distance 
operator. 


6-14 This method of placing the call is to be used only when 
calling a person in one of these nearby towns by number. if 
you wish to place a person-to-person call, a call collect, or 
any other special kind of call, do so as usual, through the 
Long Distance operator. 
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Collect-Call Service 


6-15 At the request of the called party or the calling party, 
and with the approval of the called party or station, the 
charge on a person-to-person or station-to-station call may 

be reversed to the called station. There is no extra charge 
for this service except in the case of station-to-station 
calls on which the day rate is twenty cents or less. These 
low-rate calis take a special collect rate which is a little 
higher than the regular rate. 


Sequence Service 


6-16 Sequence service is offered, which makes it possible 
for a customer to place at one time any number of inter- 
city cells on which he wishes tao talk consecutively. Se- 
quence calls can be placed by telephone, or, if many calls 
are involved, a detailed list may be sent to the toll office 
in advance of the time the calls are to be completed. If 
you expect to require the same sequence of calls frequently, 
you may arrange to have the list kept on file at the toll 
office so that you can refer to it in requesting the ser- 
vice, and the toll operator can obtain from it the details 
of the calls. 


6-17 Sequence service is very popular with many business 
customers and you may find that it could be used to greater 
advantage by your concern. The Long Distance Chief Operator 
will be glad to discuss your service needs with you, and if 
you desire, will arrange to have a representative cali to 
work out with you the most satisfactory service arrangement. 
Call Long Distance and ask for the Sequence operator and 
give the calls to her. 


Conference Service 


6-18 Conference service is offcred which permits connecting 
three or more stations, at least one of which is in a different 
city, so that a person at any one of the stations may talk witl 
all other stations simultaneously. This service is of dis- 
tinct value when several individuals located in st saat oar oe: 
cities wish to discuss a subject in conference. 


6-19 You may find that your concern can use this service 
advantageSusly. All you have to do to secure a conference 
connection is to ask Long Distance for the Conference opera- 
tor, and give the call to her. 


Handling Outgoing Calls 

6-20 It will facilitate the giving of fast service if the 
details of the called place and station (and name, on per- 
son-to-person calls) are given the operator first and the 
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calling number is given later when requested. This permits 
the operator to secure the calling number and any further 
details while waiting for the called telephone to answer, 
and this results in saving time. When a call is placed, 

the operator should be given the name of the called place, 
the state, if the place is not in your state, the called 
number, and, on person-to-person calls, the name of the party 
called. If, however, the name of the central office identi- 
fies the called place, as may be the case for some nearby 
points, the name of the called place and the state may be 
omitted. 


6-21 If it is desired to have the charge quoted, "Please 
quote the charge," should be added to the order. If charges 
have not been requested in advance of completing a call and 
they are desired, signal the Long Distance operator immedi- 
ately after the conversation is finished and request charges. 
If she does not answer, you will know that your line has been 
released, and it will be necessary for you to call Long Dis- 
tance again and request charges, giving sufficient. details 

to identify the call readily. For example, "Please quote 
charges on my call to Denver. This is Beacon 5678," 


6-22 If your local caller wishes to place his call himself, 
connect him with the proper operator so that he can give his 
call to her direct, 


6-25 If you are required to place calls for extension users, 
Secure all the necessary details, request the extension user 
to hold the line, and in his hearing pass the details of the 
call promptly and accurately to the proper operator as out- 
lined in Section 6-3. Remain in on the connection until the 
start of the conversation or until the call is otherwise dis- 
posed of, lending whatever assistance is necessary to assure 
prompt and complete service. 


6-24 In case a call is delayed, due to difficulty in reach- 
ing the called person, the operator will report at intervals 
on the progress made on the call. It may occasionally happen 
that, when the operator is ready with the call, your calling 
party may not be available. The OPSPAERTs in this case, will 
leave word for him to call, for example, "Long Distance Opera- 





tor 45." It*is important that you make a note of the operator's 


number. As soon as the calling person is ready to talk, ask 
him to hold the line, reach Long Distance and say, "Operator 
45 called me. This is Elliott 2577. Mr. Jones is ready to 
talk on his call to Chicago." The operator will at once make 
another attempt to complete the call while the calling party 
remains at the telephone. 
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6-25 If an operator should report, for example, "On your call 
to Cleveland, Cherry 2545, we are ready," and you think you 
can reach your party without delay, say, "Thank you. One 
moment, please.” Reach your party as soon as possible and 
say, "Mr. Smith in Cleveland is on the line," and cut out of 
the connection as soon as it is obvious the parties are ready 
to talk. 


6-26 If it is ever necessary to request a report on a previ- 
ously placed call, be careful not to give the operator the im- 
pression that you are placing a new call. Say, for example, 
"This is Elliott 2577. I should like a report on my call to 
Cleveland." 


Handling Incoming Calls 

6-27 If the operator says, for example, "Everett is calling" 
(your firm), remain on the line until addressed by the calling 
party. 

6-28 If the operator says, "Everett is calling Mr. Brown," 


reply “One moment, please." Then immediately locate the called 
person, establish connections, and say, “Ready with Mr, Brown." 
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